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In re application 
Serial No. 
Filed 
For 

Attorney * s Docket 

Examiner 

Group Art Unit 



Szlam et al. 
09/437,414 
November 10, 1999 

Dynamic and Interdependent Processing 
of Inbound and Outbound Communications 
CONCERTO- 5 00AX 
Ovidio Escalante 
2614 



I hereby certify that this correspondence is being deposited with the United 
States Postal Service as first class mail in an envelope addressed to: Mail 
Stop AF, Commissioner of Patents, PO Box 1450, Alexandria, VA 22313-1450 on 




Andrew R. Martin, Esquire 
Registration No. 45,413 
Attorney for Applicant (s) 



PETITION TO ACCEPT OATH AND DECLARATION ON BEHALF 
OF AN UNAVAILABLE INVENTORS UNDER 37 CFR 1.47 



Mail Stop AF 
Commissioner of Patents 
PO Box 1450 

Alexandria, VA 22313-1450 



Sir or Madam: 

Pursuant to 37 CFR 1.47, the co-inventors in the above 
identified application submit an Oath and Declaration made on 
behalf of Aleksander Szlam and James W. Crooks and signed by all 
other co-inventors. The co-inventors certify upon information and ^ 
belief that all facts contained within the Oath and Declaration g 
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are correct. g 

Enclosed please find a Declaration in Support of this ^ 
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In re: Szlam et al . 
Filed: November 10, 1999 
Serial No. : 09/437,414 



prove the unavailability of James W. Crooks and Aleksander Szlam' s 
refusal to sign the Oath and Declaration. 

Accordingly, the Applicants hereby Petition the Commissioner 
to accept the enclosed Oath and Declaration made on behalf of 
Aleksander Szlam and James W. Crooks by the co-inventors of the 
instant patent application in lieu of an originally signed Oath 
and Declaration. The Petition fee of $130.00 is enclosed. If 
additional fees are required and not enclosed, the Commissioner is 
authorized to charge deposit account No. 02-3285 for the 
additional fees. 



Respectfully submitted, 



Szlam et al. 




Andrew R. Martin 
Registration No. 45,413 
Attorney for Applicant (s) 



Bourque & Associates, P. A. 
835 Hanover Street, Suite 301 
Manchester, New Hampshire 03104 



Telephone: (603) 623-5111 
Facsimile: (603) 624-14 32 
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I hereby certify that this correspondence is being deposited with the United 

States Postal Service as first class mail in an envelope addressed to: Mail 

Stop AF, Commissioner of Patents, PO Box 1450, Alexandria, VA 22313-1450 on 
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R. Martin, Esquire 
Registration No. 45,413 
Attorney for Applicant (s) 



DECLARATION IN SUPPORT OF PETITION PURSUANT TO 37 CFR 1.47 
I, Andrew R. Martin, declare that: 

1. I am Andrew R. Martin of 196 Gardners Grove Rd. , 
Belmont, NH 03220, outside patent counsel for Aspect Software, 
Inc. (formerly Concerto Software Inc. formerly Inventions Inc.). 

2. James W. Crooks, Jr. was an employee of Inventions 
Inc., as of February 9, 2004 when Concerto Software Inc. acquired 
Inventions Inc. 

4. James W. Crooks, Jr. f s residence / whereabouts at the 
present time is unknown. Good faith attempts were made to contact 
the inventor both by email and by U. S. Postal Service regular 
mail . 



5. I researched company records and identified 1773 
Poinsetta Dr., Marietta, GA 30062 as the last known address for 
James W. Crooks, Jr. 

6. I research the Internet and identified all possible 
James W. Crooks, Jr.'s as evidenced in Exhibit A. All of the 
possible James W. Crooks of Exhibit A were contacted by phone and 
identified as not the James W. Crooks, Jr.'s listed as the prior 
employee and inventor to the application. 

7. A copy of the application as filed and an oath and 
declaration was sent to James W. Crooks, Jr.'s last known 
residential address at 1773 Poinsetta Dr., Marietta, GA 30062. 
The correspondence was return to sender as evidenced by a copy of 
the returned envelope and enclosed contents in Exhibit B. 

8. The instant patent application was prepared and filed 
after James W. Crooks, Jr.'s last date of employment. 



The undersigned, Andrew R. Martin, being hereby warned that 
willful false statements and the like so made are punishable by 
fine or imprisonment or both under Section 1001 of Title 18 of the 
United States Code and that such willful false statements may 
jeopardize the validity of the subject application or any patent 
resulting therefrom, declares that all statements made of his own 
knowledge are true and that all statements made on information and 
belief are believed to be true. 
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X □ Addressee 
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6. Is delivery address different fromiteml? h^es 
rf YES, enter delivery address below: □ No 
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Intellectual Property Attorneys 



DANIEL J. BOURQUE 
Admitted NH, MA 
Canadian Patent Agent 



ANDREW MARTIN 
Admitted MA 



INTELLECTUAL PROPERTY LAW 
PATENTS TRADEMARKS COPYRIGHTS 
LICENSING AND RELATED 
LITIGATION 



July 28, 2006 



James W. Crooks 
1773 Poinsettia Dr. 
Marietta, GA 30062 

RE: Dynamic and Interdependent Processing of 

Inbound and Outbound Communications 
Our Reference: CONCERTO - 5 0 0 AX 

Dear James : 



for your' stature "^Th " 3 DeC ^ tion and Power of Attorney form 
issued in the above - iden^LTpa"^: a^Si™ °" iCe ^ 

We ^ ^T^^T^:^^^ - 

Very truly yours, 
BOURQUE & ASSOCIATES, P. A. 



ARM/slf Andrew R. Martin; 

Encl . 




835 Hanover Street, Suite 301 . 



Manchester, New Hampshire 03104 . (603) 623-51 11 . Fax (603) 624-1432 
www. n h pa 1 1 a w. com 



As a belo 




At ney Docket No. 
DECLARATION AND POWER OF ATTORNEY 



inventor, I hereby declare that: 



Sheet 1 of 4 
CONCERTO- 5 0 0 AX 



My residence, post office address and citizenship are as stated below next to my name; 

which is claimed and for which a patent if S^TJit, ^titled* 

Dynamic and Interdependent Processing of Inbound and Outbound Communications 

the specification of which (check one) : 



is attached hereto. 



[X] was filed November 10, 1999 as Serial 
No. 09/437,414; amended on 
_ (if applicable) 



I hereby claim foreign priority benefits under Tit-1#» tiqc 1,01,1 (J1 

foreign application (s) for patent inventor^ nr Jf ! „ (d) -° r (f) ' or 365 (b) of an V 

365(a) of any PCT international Iln V k 5 ? breeder's rights certificate (s ) , or 

United States of ^ UstedTelow and ?* d f S1 ^ ted at least one country other than the 

for patent, inventor >s or plant breeder s rlah^ 0 1 ?" t . ifled # * elOW a ^ forei ^ application 
plication having a filing /ate be^at* ^^^'^ priori^ i^IES?"" * 



Prior Foreign Application (s) 



Date Filed Priority Claimed 



I hereby claim the benefit under Titlp Tier- i->r> ~* „ , t , 

below and insofar as the subXct matter of * StatSS application (s) listed 

disclosed in the prior Unitef KaLs annl H ^ i °/k ClalmS ° f thiS application is not 

of Title 35 USC 112 , 1 aitoowledge the dutv to dl,,? """"V by the firSt Paragraph 

Title 37, Code of Federal SSons «l sL? disclose material information as defined in 

prior appHcation end t£J8££l?i<?£™££ l ?^JZX^£}£ t £? °< «" 



08/449, 887 
(Application Serial No.) 

07/533,489 

(Application Serial No.) 



May 25, 1995 
(Filing Date) 

June 5, 1990 
(Filing Date) 



Patented 
(Patented/pending/abandoned) 

Patented 
(Patented/pending/abandoned) 



I hereby claim the benefit under Title 35 tiqr 1101.1 nf „ • „ 

application (s) listed below: 119(e) of any United States provisional 



(Application Serial No.) (Filing Date) 



(Patented/pending/abandoned) 



prTsecutfth^f action ImT^J^TaU bu ^ fOU °^ *"or„ey<,> to 

Trademark Office, and to fik wit£ thf.iL business connected therewith in the Patent and 
, ana to file with the USRO any International Application based thereon. 

Daniel J. Bourque, 35,457 
Andrew R. Martin, 45,413 



At _ney Docket No. 



Address all correspondence to: 
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Customer No. 28452 

Bourque & Associates, p. a 
835 Hanover Street, Suite 301* 
Manchester, NH 03104 
Telephone: (603) 623-5111 
Facsimile: (603) 624-1432 

I hereby declare that a n e ». 

statements made on inf option ^lelX ar"^ Z ™ *™ — that all 

statements were made with the knowledge tnat wTl ^ t0 be true; and **ther that these 

punxshable by fine or imprisonment S^oS u£er £ foments and the like so made ^ 

Code and that such willful false statemtn^ Section 1001 of Title 18 of the United sLteJ 

any patent issued thereon. statements may 3 eopardize the validity of the application Jr 



Full Name of Sole/First Inventor: 

Leksande r Szlam 
City of Residence 

Alpharetta 



Post Office Address 
9380 Colonnade Trail 



State or 
GA 



Country 



City 

Alpharetta 



I Si9natUre: < P1 — sign and date in permanent ink.) 
X 



Country of Citizenship 
United States 



State or Country zip Code 
GA 3 0022 



Date signed: 
X 
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Full Name of Second Joint Inventor: 
James W. Crooks, Jr. 


City of Residence " * 

Marietta 


State or Country 
GA 




Country of Citizenship 
United States 


Post Office Address 
1773 Poinsettia Dr. 


City 

Marietta 


State or Country zip Code 
GA 30062 


sxgnature: (Pl eaS e sign and date in permanent ink.) 
X 


Date signed: 
X 
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Full Name of Third Joint Inventor: 
Dean H. Harris 






City of Residence 
Marietta 


State or Country 
GA 


Country of Citizenship 

Uri"irp>H ct-^fno 
uuiLcu ocaues 




Post Office Address 

32 73 Winterwood Court 


City 

Marietta 


LC VJir country Zip Code 
GA 30062 




Signature: (Please sign and date in permanent ink.) 
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Date signed: 
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Intellectual Property Attorneys 



DANIEL J. BOURQUE 

Admitted NH. MA 
Canadian Patent Agent 



ANDREW MARTIN 
Admitted MA 



INTELLECTUAL PROPERTY LAW 
PATENTS TRADEMARKS COPYRIGHTS 
LICENSING AND RELATED 
LITIGATION 



August 9, 2006 

James w. Crooks, Jr. 
1773 Poinsetta Dr. 
Marietta, GA 30062 

RE: Method and Apparatus for Dynamic and Interdependent 

Processxng of Inbound Calls and Outbound Calls 
Our Reference: CONCERTO- 50 OAX 

Dear James: 

appliL^iorof 0 ™'^ TlTlst titled Continuation of a reissue 
Processing of Inbound Call. Ah n 1 D y namic and Interdependent 

Concerto 9 f ormerly Inventions incT Tn ^l*" f ° r ASpeCt (former ^ 
inventor. Enclosed are a conv o? ;L ^ * Y ° U are listed as an 

the current listxng of claim ^ and , appllcation as filed, a copy of 
for your signature As n iLnl supplemental Oath and Declaration 

of the app^icat^n as f iled ^ ^eoue J?* 11 "* t0 Send ^ a copy 
Declaration. d re< 3 ues t your signature on the 

phone^er^ P i e ma S y co^acc yo^I *w ^^i'" 5111 0r flend ™ * 
more detail, also if vou co^lJ nil ' Ul / be happy to e ^Plain in 

current residence as we^. P ^ US an address ^ your 



Very Truly Yours, 

BOURQUE & ASSOCIATES, P. A. 




Affdrew R- Martin, Esq/ 



ARM/slf 
Encl . 



• -^*.B^. l>m . waM | l | . F ,„ (603) 624 . 14J2 
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I N THE UNITED STATES PATENT AND TRADEMARK OFFICE 

In re Reissue Application of: ) 

Aleksander Szlam, James W. Crooks Jr 
and Dean H. Harris 



Group Art Unit: 2608 



Serial No. 09/437,414 

Filed: November 10, 1999 

For: METHOD AND APPARATUS FOR 
DYNAMIC AND INTERDEPENDENT 
PROCESSING OF INBOUND CALLS 
AND OUTBOUND CALLS 

DECLARATION 

Commissioner for Patents 
PO Box 1450 

Alexandria, VA 22313-1450 
Sir 

As an above-named inventor, We, Aleksander Szlam, Dean H. Harris and James 
W. Crooks, Jr., hereby each declare that: 

My residence, post office address, and citizenship are as stated below. I 
believe that I am an original, first and joint inventor of the subject matter which is 
described and claimed in Letters Patent number 5,214,688 issued on May 25, 1993, 
and in the foregoing specification, and for which invention have hereby applied for a 
reissue patent, Serial No. 09/437,414, filed November 10, 1999. 

I hereby state that I have reviewed and understand the contents of the above- 
identified specification, including the claims sought by this reissue application. 

/ understand that I have a duty of candor and good faith toward the Patent and 
Trademark Office, and I acknowledge the duty to disclose information which is material 
to the examination of this reissue application in accordance with Title 37, Code of 
Federal Regulations, §1.56. 

I believe the original patent to be partly or wholly inoperative because of error that 
arose without any deceptive intention on my part by reason of claiming less than I had a 



Serial No. 09/437,414 

right to claim. I further declare that all errors corrected by this reissue application arose 
without deceptive intention on my part. None of the existing claims of the patent are 
specifically directed to those aspects of my invention involving controlling the placement 
of outbound calls in response to specific inbound call parameters, controlling the 
processing of inbound calls in response to specific outbound call parameters, shifting of 
agents to accommodate the needs of inbound calls or outbound calls, whichever is 
deemed more important, the handling of outbound calls specifically based on the 
number of incoming calls which are on hold, the handling of inbound calls specifically 
based upon a measured parameter of outbound calls, or the specific use of an automatic 
call distributor (ACD) therefor. I believe that I am entitled to the claims to those aspects 
of my invention of the scope set forth in newly submitted Claims 74-1 01 . 

The error in failing to claim all that I was entitled to claim arose through a belief 
that the originally-issued claims adequately covered my invention. I still believe that the 
originally issued claims cover my invention but possible deficiencies in the claims of this 
patent came to my attention as a result of licensing negotiations with a competitor of the 
assignee. 

These licensing negotiations began on July 22, 1 993 by offer of a license to said 
competitor. A meeting was held with said competitor on April 7, 1994. Letters were 
exchanged between the attorney for the assignee and the attorney for the competitor 
before and after that meeting but the need for and terms of a license were not agreed to, 
and negotiations were terminated in March 1995, with the competitor still refusing to take 
a license and claiming that the competitor's product was not covered by the claims. I 

was not part of the licensing negotiations but these possible deficiencies were brought to 

my attention by the assignee. 

Existing claim 1 is for a method for adjusting the rate of placement of outbound 
telephone calls in response to statistics on both inbound calls and outbound calls. 
Existing claim 20 is for a method for responding to an inbound call based upon statistics 
on outbound calls. Existing claim 32 is for a method for placing an outbound call in 
response to the statistics for an agent for the agent's handling of inbound calls and the 
agent's handling of outbound calls, and in response to whether that agent is currently on 
an inbound call or an outbound call. Existing claims 48. 55 and 59 are for an apparatus 



-2- 
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of cans. though i, is be,ieve d hat l ^ °" ^ ° f ^ 

a is relieved that the existing claims should cover practical 
implementations of the invention the evkt™ , ■ 

specific outbound call parameters the «h»- , P 0 " 86 to 

calls then automatic • a9entS afe needed for the ''"bound 

outbound calls to inbound calls tw. , 56 '° ' he a 9 en « be '"9 ^'9ned from 
Cairns. ^ S ' ePS ^ n °' Specifical * P^sen, in the existing 
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New claim 75 depends from daim 74, and is a method for moving an agen, from 
the handling of inbound calls back to the handling of outbound calls if fewer agents are 
needed ,o handle ,he inbound calls, and then adding ,he rate a, which the outbound 
calls are placed to compensate for the agent having been moved back to handle 
outbound calls instead of inbound ca,,s. There are no existing claims which are 
specifically directed to adjusting the rate a, which the outbound calls are placed to 
compensate for the agen, having been moved from handling inbound calls to handle 
outbound calls. In particular, claim 75 requires, in addition to the particular steps 
enumerated above with respect to daim 74. the steps: (1) automafcally determine 
whether ewer agents are needed for the inbound calls; (2, if fewer agents are needed 
for the ,nbound calls then automatically reassigning, from inbound calls to outbound 
calls, a. leas, one agen, of the agents assigned to inbound calls; and (3, automatically 
adjust,ng ,he rate o, placemen, of the outbound cal,s in response to the a, least one 
agent be,ng reassigned from inbound calls to outbound calls. These steps are no, 
specifically present in the existing claims. 

New daim 76 is a method for moving an agen, from tee handling of outbound 
calls to the handling of inbound calls if the inbound calls have been on hold for an 
excessive time, and then adjusting the rate a, which the outbound calls are placed to 
compensate for the agen, having been moved to handle inbound calls instead of 
outbound calls. There are no existing daims which are specifically directed to moving 
agents to handle inbound calls which have been on hold for an excessive time and 
ad,us„ng tee rate a. which the outbound calls are placed to compensate for the agen, 
ha»g been moved to handle inbound calls instead of outbound ca„s. In particular, daim 
76 re q u,res, among other steps: (1, assigning some agents of a plurality of agents to 
outbound calls; (2) assigning other agents of the plurality of agents to inbound calls (3) 

a" T bo TT" 9 ^ 031,5 10 a96n,S to ~ cans 

and .abound calls to the agents assx,ned to inbound calls; (4, placing the non-se.ected 

the h S ^ hOW: ° n - h0ld *» ** the " — - n°'d; (6) 

he on-ho d „me is excessive then automatically reassigning, from outbound oa„s to 

■abound calls, a, least one agen, of the agents assigned to outbound calls and ,7, 
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au,o m a,ica,,y adjusting the rate of placemen, of the outbound calls in response to the a, 
least one agent being reassigned from outbound calls to inbound calls. These steps are 
not specifically present in the existing claims. 

New claim 77 is a method for the handling of inbound calls based upon a 
measured parameter o, outbound calls. There are no existing claims which are directed 
to he specific manner of handling o, inbound calls based upon a measured parameter o, 
outbound calls. In particular, daim 77 requires, among other steps: (1, automaton, 
determ,n,ng a, leas, one o, ,he average connection ,ime for outbound calls or the hi, rate 
for outbound calls; and (2) if , hat parameter is excessive then handling a next inbound 
call by allowing i, to ring for a predetemnined period before connecting i, to an agen, or 
answering i, and placing it on hold, or answering i, and conducting an interact 
session. These steps are not specifically present in the existing claims 
New claim 78 is an apparatus for moving an agen. from me handling of outbound calls to 
the handl.ng o, inbound calls if additional agents are needed to handle the inbound calls 
and then adjusting the rate a, which the outbound calls are placed to compensate for the 
agent havmg been moved to handle inbound calls instead of outbound calls There are 
no ex,s„ng claims which are spedficalty directed to moving agents to handle a greater 
need for irtbound ca„s, and adjusting the rate a, which the outbound calls are placed to 
compensate for the agen. having been moved to handle inbound calls instead of 
outbound calls. In particular, claim 78 requires that the fifth means: (1) assign some 
agents of a pluralfty of agents to outbound cafe; (2) assign other agents of the plurality of 
agents to mbound calls; (3) determine a rate of placement for the outbound calls in 
response to the agent wort, stations being assigned to outbound calls; (4, selectably 
connect answered oulbound calls to the agents assigned to outbound calls and inbound 
calls to the agents assigned to inbound calls; and (5) automatically reassign from 
outbound calls to inbound calls, a, least one agen. of .he agents assigned to oulbound 
calls „ additiona, agents are needed for the inbound calls. This means element and the 
funchons thereof are not specifically present in the existing claims. 

New daim 79 is an apparatus for moving an agen, from the handling of outbound 
calls to the handling of inbound calls if the inbound calls have been on hold for an 
excess,ve fime, and then adjusting the rate a, which the outbound calls are placed to 
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compensate for the agen, hav,ng been moved to handle inbound calls ,ns«ead of 
outbound calls. There are no existing claims which are specific* d 

^™-ra,e of placamen, forfhe outbound calls in response to ,he agen, 1! 
~e,ng assigned to outbound caits; (4, selectably connect answered JL 

ho d me for the .nbound ca,,s on hold; and (7) automatically reassign, from outbound 
o^ old . excessive Tte e(emen( ^ ^ 

specifically present in the existing claims. 

New claim 80 is an apparatus for the handling of inbound calls based upon a 

d«ej e ? ' C ' aim 80 req * eS ^ m ™" to ' < 1 > ~ca„y 

determine a, teas, one of the average connection time for outbound calls or the h« rate 

by allow ng „ to nng for a predetermined period before connecting it to an agent or 
answer andplaceiton hold, or answer « and conduct an inte.Lsejr™ 

calls ,0^ 81 T h ~ S m ° Vi " 9 a " a9en ' ^ * he ha "** 
CdlT ° f ' nb0Und 03,15 ifadditaa, ^"—ded,ohand,e,h e 

agents to handte a greater need for inbound ca,ls, which have the specific element o, an 
Place the outbound calls, and which have the specific element of a controUer which: 
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(1) assigns some agent work stations of a plurality of agent work stations to outbound 

calls and assigns other agent work stations of the plurality to inbound calls (2) 

determines a rate of placement for the outbound calls in response to the agent work 

s.at,ons being assigned to outbound calls; (3) causes the ACD to place outbound calls in 

response to the rate of placement; (4) responds to the ACD detecting inbound calls and 

responds to the detection means detecting answering of the outbound calls by 

controlhng the connections performed by the ACD; (5) determines whether additional 

agent work stations are needed for the inbound calls; and (6, reassigns, from outbound 

calls to inbound calls, at (east one agent wo* station of the agent work stations assigned 

to outbound calls if additional agent work stations are needed for the inbound calls 

These two elements and the functions thereof are not specifically present in the existing 
claims. 

New daim 82 is an apparatus for moving an agent from the handling of outbound 
calls to the handling of inbound calls if additional agents are needed to handle the 
inbound calls. There are no existing claims which are specifically directed to moving 
agents to handle a greater need for inbound calls, which have the specific element of an 
automatic call distributor (ACD) instead of a "switching means", which require the ACD 
to place the outbound calls, which require the ACD to detect the answer of an outbound 
call, and which have the specific element of a controller which; (1 , assigns some agent 
wo* statrons of the plurality of agent wo* stations to outbound calls and assigns other 
agent wo* stations to inbound calls; (2, determines a rate of placemen, of the outbound 
calls in response to the agent wo* stations being assigned to the outbound calls- (3) 
causes the ACD to place an outbound call in response to the rate of placement (4) 
responds to the ACD detecting the inbound calls and the answering of the outbound 
calls for controlling the connections made by the ACD; (5) determines whether additional 
agent wo* stations are needed for the inbound calls; and (6) reassigns, from outbound 
calls to rnbound calls, a. least one agent wo* station assigned to outbound calls if 
addrtronal agent wo* stations are needed for the inbound calls. These two elements 
and the functions thereof are not specifically present in the existing claims. 

New claim 83 is an apparatus for moving an agent from the handling of outbound 
calls to the handling of inbound calls if additional agents are needed to handle the 
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inbound ca,,s. There are no existing Cairns which are specifically directed ,o moving 
agen,s to handle a grea.er need for inbound calls, which have ,he specie element an 

-"-"^^^e.hespe.fice^en.ofaJ.oJir 
calls and ass,g n s other agen, work stalions to inbound calte; (2, defines a rate of 

nib Tr ,0 3 dete °' i0n meanS —ring of an 

,n -llbycausing^eACDtoconneCheansweredoufboundcalHo nagen, 
wo* s tat ,on ass„ned to oufbound calls; (5, defences whether additional agen, lol 
stafions are needed tor the inbound oalls; and ,6, reassigns, from outbound L to 

agent work stations are needed for the inbound oa,,s. These two elements and ,h 
functrons thereof are not specifically present in ,he existing claims 

calls tolr'T M K " aPPara ' US m ° Vin9 a " ^ ^ •» ha "*9 - «*«nd 
calls to the handhng o, ,nbound calls i, additional agents are needed to handle the 

agents to handle a greater need for inbound calls, which have fine specific etemen, o, an 

call, a d wh Kh have the specific element of a controller which: (1) assigns some agen. 
work stafions of the plurality of agen, work s,a,ions to outbound calls and assigns Zl 

calls ,n sponse ,o me agen, work stations being assigned to fine outtx-und calls (3, 
causes .he ACD to place an ou, to und call, n response to me mte of plaoeme";' 

to a, c, he answered oufbound cal, to an agen, wo* s.ation assigned to outbound 

c* ZTT Whe ' her addi "° na ' a9en ' W ° rk S,ati ° nS " eeded <°< «» ^ 
ste on ;r ,9nS ' m ° U,h0Und Ca " S ,0 inb ° Und «*■ * — °"» ^en, work 

stafion ass, g ned ,o outbound calls if add„iona, agen, work stations are needed for the 
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ACD dteCng .nbound calls and me answering of outbound calls for conLg lne 
connects made by the ACD; (5, defines an average connection timet h ! 

Ci::; orah ^ 

excess ve allows a next .nbound ca„ to hng for a predetermined period before 
^«'-nagen,wo A s tefon .ans W e re ar«>dinboundca l iandpJrg it on 

elements an the funCons tbereof are no, spec*a,,v present in the existing claims 
New c,a,m 86 is an apparatus for tbe handling of inbound calls based upon a 

instead o,r'lr h *" M " « ~<= «■ «'~ (ACD) 

specific elmen, 7 " " °* 0m ' Ca »' and which »■» •» 

f~r ; a ~ rWhiCh:(,,aSSi9 " SS0 -^' workstations ofaplu^itv 
* ag wo* s,a„ons to outbound calls and assigning other wo* stations to inbound 

calls and thTa W '^"^ '° »» ACD * te *9 Wound 

c* and the answenng of outbound calls for controlling the connections made by the 
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ACD; (5, defines an average connection time for the outbound calls or a h it rate for 
h Abound ca„s; and (6) , the determined value is excessive allows a next i„ n 
cal, «o nng for a predefermined penod before connecting I, to an agent work 
answers a next inbound cal, and placing I, on ho,d, or answers a next inbound 
conducts an nteractive session Thoo^K . '""una can and 

cails 87 T aPPara ' US m ° Vin9 ^ «** fr0m - of outbound 

ca Is to the and„ng of .nbound calls , addifiona, agents are needed to handie the 

agents o bandte a greaterneed for inbound calls, which nave the specific elemen 0 f an 

^c e,emen of a controtler wbicb: (1) ass„ns so me agent wor* stations of a rati, 

•nbo oalls. (2) de,en™nes a rate of placement for the outbound oalls in response to 
agentworx stations being assigned <o outand oa,,s; (3) causes fbe dialingTlt 

means deteCng the answenng of outbound calls by causfiK, the ACD to connect an 

answered outbound cal, ,o an agent worx stafion assigned to outbound calls 

d fenmines whether additional agent wor* stations are needed for the inboun L and 

age , wo* s.a„ons are needed for the inbound oalls. These two elements and the 
functions thereof are no. specifically present in the existing claims 

New claim 88 is an apparatus for the handling of Inbound calls based upon a 
~~-«*»-* ^eananoe.sfing^mswhiohar dirLed 

I, "s ' T ,he n etement 0,an auloma,fc can 
1 th ( L " 9 means " and which have ,he ^ * * ~ 

calls, (3) causes a dialing means to piace outbound calls in 



- 10- 



erial No. 09/437,414 
response to t he rate of placemen,. (4, responds to a detection means detecting the 
answenng o, outbound calls by causing the ACD to connect the answered outbound ca„ 
to an agent wo* station assigned to outbound ca„s; (5) determines an average 
connection time tor the outbound calls or a M rate tor the outbound calls; and (6, 1, foe 

penod before connecbng , to an agent wo* station, answers a next inbound cal, and 
ac,„g , o hol , or answers a nex , inbQund ^ ^ ^ ^ jnterac ^ 

New claim 93 is a method for managing communications. There are no existing 
claimsthatare directed 'o*e specif manner of adding «,e processing o, the ilnd 
calls based upon stages of outbound calls. C,ai m 93 reguires the steps of (1) 
Pressing inbound ca„s, (2, processing outbound calls. ,3, obtaining a sfafisfic on the 

Xc,r e men,sand,he,un * nsihe ^ 

New Calm 96 is a method for managing communications. There are no existing 
c,a,ms tba, are directed to the specific manner of adjusting the processing of the 
ouibound calls based upon statistics of inbound calls. Calm 93 reguires the stops of: ,1) 
pro-srng rnbound ca„s. (2, processing outbound ca„s, (3, obtaining a statistic on foe 

^^""^^-^Ptes*, 

claims thir " " 3 mana9i " 9 ~<=*- There are no existing 

da ms , ha( are drrecfed to the specific manner of adjusfing tbe passing of the 

ZZrl ^ UP °" *"* ° f inb ° Und 031,5 C ' aim 93 tte *** * (D 

I T b, r processin9 inbound **• (2) providin9 for ,he <™ n ° °— 

calls, (3) obta,n,ng a statistic on the inbound calls, and (4, providing for adjusting foe 

= offoeou,boundca,,sbasedu P on t hes,a t is t ics.Thesee,e m en,san 9 dfo 
foncfions thereof are no, specifically present in the existing claims 

' hereby declare foa, a „ statements made herein of my own knowledge are true 
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true; and 



™ ™* « — n an d beIief are Sieved ,o b e 
further that these statement were madP with tho^ , 
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Dean H. Harris 
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1-92 (Cancelled) 



93. (Previously Presented) A method for managing 
communications, comprising: 

processing inbound calls; 

processing outbound calls; 

obtaining a statistic on said outbound calls; and 
adjusting said processing of said inbound calls based upon 
said statistic. 

94. (Previously Presented) The method q£ claim ^ 

"herein sard step of processing inbound caUs co mp rises 
connecting said inbonnd calls to agents; and said step of 
adjusting said proteasing comprises reducing the number of said 
inbound cans which are connected to said agents if said 
statistic exceeds a predetermined value. 

95. (Previously Presented, The method of claim 93. wherein 
said step of processing inbound calls comprises connecting said 
inbound calls to agents, said step of obtaining a statistic on 
said outbound calls comprises obtaining information on the 
duration of said outbound calls, and said step of adjusting said 
processing comprises reducing the number of said inbound calls 
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which are connected to said agents if said duration exceeds 
predetermined value. 



96. (Previously Presented) A method for managing 
communications, comprising: 

processing inbound calls; 

processing outbound calls; 

obtaining a statistic on said inbound calls; and 
adjusting said processing of said outbound calls based upon 
said statistic. 

97. (Previously Presented) The method of claim 96 wherein 
said step of processing outbound calls comprises initiating said 
outbound calls, and said step o, adjusting co.prises reducing 
the number of said outbound calls which are initiated if said 
statistic exceeds a predetermined value. 

98. (Previously Presented) The method of claim 96 wherein 
sard step of processing outbound calls comprises initiating said 
outbound calls, said step of obtaining a statistic on sard 
-bound calls comprises obtaining information on the duration of 
said inbound calls, and said step of adjusting said processing 
comprises reducing the number of sard outbound calls which are 
initiated if said duration exceeds a predetermined value. 
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»• * -hod for managing communications, comprising 
providing for the procesging inbQund 
providing for fche processing outbound caiig _ 
obtaining a statistic on said inbound ^ ^ 

providing for adjusting said process™ of ■„ 

P ocessmg of said outbound 

calls based upon said statistic. 

100. (Previously Presented) The n^h „ * 

The method of claim 99 wherein 
said step of providing for the nm, • 

y or the processing outbound calls 
copses initiacing said caus _ ^ ^ 

pr : idi - 9 f ° r adjus "- ~ 3 ™ ses reducing the 

— « o f said outbound calu which initiaced ^ ^ 

SUtlSUC 8XCeeds - Predetermined value. 

— -P of providlng for processing q£ outb ^ d 

— ng said outbound oaUs _ saidstepof 
- comprises ofctaining informcion ^ 

said mbound calls, and said step of 

s StSP ° f ending for adjusting 

said processing comprises reducinc th 

are lnitlated if said ^ 

predetermined value. 
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In the Claims: 
1-92 (Cancelled) 



93. (Previously tended) A method for managing 

communications, comprising: 

processing inbound calls; 

processing outbound calls; 

obtaining a statistic on said outbound cails; and 

acting said processing o f said inoound ceils based upon 
said statistic. 

94. (Previously Amended) Thp mQ+ . K . 

1 The method of claim 93, wherein 

said step of processing inbound call*-™ 

y noouna calls comprises connecting said 

caiis to agents; and said step o f adjusting said 
Processing co raprises reduclng ^ ^ Qf ^ ^ ^ 

wnicb are connected to said a g ents ir said statistic n , 
predetermined value. 

»• — ious ly tended, The method Qf ^ ^ ^ 

said step of processing inbound call 9 ™™ • 

calls comprises connecting said 

inbound ca 1 1 <? 

to agents; said step of obtaining a statistic on 
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said outbound r^lic 

calls co mpriS es obtainlng in(ormation 

duration of said outbound calls ™h • 

3nd said st ep °f adjusting said 

Process lng 'educing the nu^er o£ said . „ 

1 . , r ot said mbound calls 

which are connected to said agents if said H 

gents lf said duration exceeds a 

predetermined value. 

96. (Previously Amended) A mpt . hrt . , 

' A method for managing 

communications, comprising: 

processing inbound calls; 
processing outbound calls; 

obtaining a statistic on said inbound calls,- and 
adjusting said prorp^in^ ^ 

9 Said OUtb °™ d «"» based upon 

said statistic. 

97- (Previously Amended) Thp , 

6 m6th0d ° f 96 wherein said 

s tep of processing outbound calls ™ • 

~ -is, and said step of d ~" 
number of said ? °' — the 

CaUS WMCh « — -d if said 
statistic exceeds a predetermined value. 

98- (Previously Amended) Thp ma . . ^ 

ine method of rlPiim oc u 

Ui CJ -aim 96 wherein said 
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step of prooeS3ing outbQund oaUs comprises initiaw ^ ^ 
outbound calls , said step Qf ofetaining a statistic Qn ^ 

calls comprises obtaining lnformation o „ ^ ^ ^ 

*■»— =ans, and sald step of ^^^^ processin5 
comprises reducing the number of said ^^^^ caus uhich ^ 
-tiated if said duration exceeds a predetermined value. 

' PreVioUsl V landed) A method for managing 

communications, comprising: 

providing for the processing inbound calls; 
providing for the processing outbound calls; 
obtaining a statistic on said inbound caiis; and 
P-iding for adjusting said processing of said outbound 
calls based upon said statistic. 

100. (Previous!, ^nded, The ^ ^ ^ ^ ^ ^ 

3tep of providing for the processing outbound caiis comprises 
-tiating said outbound calls, and said step of providing for 
bating said processing comprises reducing the number of said 

outbound caiis which are initiated if said static 

said statistic exceeds a 

Predetermined value. 
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101. (Previously tended, The m ethod or claim 99 wherein said 

step „ providing for the processing of outbound calls comprises 
initiating said outbound calls, said step of obtaining a statistic 
comprises obtaining information on the duration of said inbound 
calls, and said step of providing for adjusting said processing 
comprises reducing the number of said outbound calls which are 
initiated if said duration exceeds a predetermined value. 
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I hereby certify that this correspondence is being deposited with the United 
States Postal Service as first class mail in an envelope addressed to: Mail 
Stop AF^^ommissioner of Patents, PO Box^^^Q^^lexa^r i^^^ 22313- 1450 on 

Andrew R. Martin, Esquire 
Registration No. 45,413 
Attorney for Applicant (s) 



DECLARATION IN SUPPORT OF PETITION PURSUANT TO 37 CFR 1.47 
I, Andrew R. Martin, declare that: 

1. I am Andrew R. Martin of 196 Gardners Grove Rd., 
Belmont, NH 03220, outside patent counsel for Aspect Software, 
Inc. (formerly Concerto Software Inc., formerly Inventions Inc.). 

2. Aleksander Szlam was an owner/employee of Inventions 
Inc., as of February 9, 2004 when Concerto Software Inc. acquired 
Inventions Inc. 

3. A good faith attempt was made to contact the inventor 
by U. S. Postal Service certified mail. 

4. I researched company records and was unable to identify 
a current address for Aleksander Szlam. 

5. I research the white pages and identified 9380 
Colonnade Trail, Alpharetta, GA 30022 as Aleksander Szlam' s 
current residential address. 



6. A copy of the application as filed and an oath and 
declaration was sent certified mail on August 9, 2006 to 
Aleksander Szlam' s last known residential address at 9380 
Colonnade Trail, Alpharetta, GA 30022 as evidenced by a copy of 
the letter and enclosed contents in Exhibit B. The 
correspondence was received as evidenced by a copy of the 
returned receipt in Exhibit A. 

7. Aleksander Szlam was informed by the letter of Exhibit 
A that signature related directly to the application as filed. 

8. Aleksander Szlam contacted me by phone on 8/15/06 and 
informed me that due to a separate unrelated dispute with Aspect 
Software, Inc. he was still not willing to sign the oath and 
declaration. 

9. The instant patent application was prepared and filed 
after Aleksander Szlam's last date of employment. 



The undersigned, Andrew R. Martin, being hereby warned that 
willful false statements and the like so made are punishable by 
fine or imprisonment or both under Section 1001 of Title 18 of the 
United States Code and that such willful false statements may 
jeopardize the validity of the subject application or any patent 
resulting therefrom, declares that all statements made of his own 
knowledge are true and that all statements made on information and 
belief are believed to be true. 
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IN THE UNITED STATES PATENT AND TRADEMARK OFFICE 

In re Reissue Application of: ) 



Aleksander Szlam, James W. Crooks, Jr., 
and Dean H. Harris 

Serial No. 09/437,414 

Filed: November 10, 1999 

For: METHOD AND APPARATUS FOR 
DYNAMIC AND INTERDEPENDENT 
PROCESSING OF INBOUND CALLS 
AND OUTBOUND CALLS 



Group Art Unit: 2608 



DECLARATION 



Commissioner for Patents 
PO Box 1450 

Alexandria, VA 2231 3-1450 



Sir 

As an above-named inventor, We, Aleksander Szlam, Dean H. Harris and James 
W. Crooks, Jr., hereby each declare that: 

My residence, post office address, and citizenship are as stated below. I 
believe that I am an original, first and joint inventor of the subject matter which is 
described and claimed in Letters Patent number 5,214,688 issued on May 25, 1993, 
and in the foregoing specification, and for which invention have hereby applied for a 
reissue patent, Serial No. 09/437,414, filed November 10, 1999. 

I hereby state that I have reviewed and understand the contents of the above- 
identified specification, including the claims sought by this reissue application. 

/ understand that I have a duty of candor and good faith toward the Patent and 
Trademark Office, and I acknowledge the duty to disclose information which is material 
to the examination of this reissue application in accordance with Title 37, Code of 
Federal Regulations, §1.56. 

I believe the original patent to be partly or wholly inoperative because of error that 
arose without any deceptive intention on my part by reason of claiming less than I had a 
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right to claim. I further declare that all errors corrected by this reissue application arose 
without deceptive intention on my part. None of the existing claims of the patent are 
specifically directed to those aspects of my invention involving controlling the placement 
of outbound calls in response to specific inbound call parameters, controlling the 
processing of inbound calls in response to specific outbound call parameters, shifting of 
agents to accommodate the needs of inbound calls or outbound calls, whichever is 
deemed more important, the handling of outbound calls specifically based on the 
number of incoming calls which are on hold, the handling of inbound calls specifically 
based upon a measured parameter of outbound calls, or the specific use of an automatic 
call distributor (ACD) therefor. I believe that I am entitled to the claims to those aspects 
of my invention of the scope set forth in newly submitted Claims 74-101. 

The error in failing to claim all that I was entitled to claim arose through a belief 
that the originally-issued claims adequately covered my invention. I still believe that the 
originally issued claims cover my invention but possible deficiencies in the claims of this 
patent came to my attention as a result of licensing negotiations with a competitor of the 
assignee. 

These licensing negotiations began on July 22, 1 993 by offer of a license to said 
competitor. A meeting was held with said competitor on April 7, 1994. Letters were 
exchanged between the attorney for the assignee and the attorney for the competitor 
before and after that meeting but the need for and terms of a license were not agreed to, 
and negotiations were terminated in March 1 995, with the competitor still refusing to take 
a license and claiming that the competitor's product was not covered by the claims. I 
was not part of the licensing negotiations but these possible deficiencies were brought to 
my attention by the assignee. 

Existing claim 1 is for a method for adjusting the rate of placement of outbound 
telephone calls in response to statistics on both inbound calls and outbound calls. 
Existing claim 20 is for a method for responding to an inbound call based upon statistics 
on outbound calls. Existing claim 32 is for a method for placing an outbound call in 
response to the statistics for an agent for the agent's handling of inbound calls and the 
agent's handling of outbound calls, and in response to whether that agent is currently on 
an inbound call or an outbound call. Existing claims 48, 55 and 59 are for an apparatus 
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that adjusts the rate of placemen, of outbound telephone calls in response to statistics 
on bom inbound calls and outbound calls. Existing claim 67 is for a method for allocating 
tnunk l,nes between inbound calls and outbound calls in response to statistics on one of 
those types of calls. Existing claim 73 is for an apparatus that allocates trunk lines 
between inbound calls and outbound calls in response to statistics on one of those types 
of calls. Mhough it is believed that the existing claims should cover practical 
implementations of the invention, the existing claims, as described above do no, 
specifically address controlling the placemen, of outbound calls in response ,o specfflc 
tnbound call parameters, controlling the processing of inbound calls in response to 
specific outbound cal, parameters, the shifting of agents ,o accommodate the needs of 
tnbound calls or outbound celts, whoever is deemed more important, the handling of 
outbound calls specifically based on the number of incoming cafis which are on hold the 
handfing o, inbound calls specifically based upon a measured parameter of outbound 
calls, or the specific use of an automatic call distributor (ACD) therefor 

New claim 74 is a method for moving an agent from the handling of outbound 
calls to the handling ofinbound calls if additional agents are needed to handle me 
tnbound calls, and then adjusting the rate a. which the outbound calls are placed to 
compensate for the agent having been moved to handle inbound calls instead o, 
outbound calls. There are no existing claims which are specifically directed to moving 
agents to handle a greater need for inbound calls, and adjusting the rate at which the 
outbound calts are placed to compensate for the agent having been moved to handle 
tnbound calls instead of outbound calls. ,n particutar, claim 74 requires, among other 
steps: (1) assigning some agents of a pluralfty of agents to outbound calls; (2, assigning 
other agents of the plurality of agents to inbound calls; (3, selectebly connecting 
answered outbound calls to the agents assigned to outbound calls and inbound calls to 
fte agents assigned to inbound calls; (4) ^additional agents are needed for the inbound 
oalls hen automafically reassigning, from outbound catls to inbound calls, a. leas, one 
agen, of the agents assigned to outbound calls; and (5, automatically adjusting the rate 
of P acemen, of ,he outbound calls in response to the agen, being reassigned from 
outbound calls to inbound calls. These steps are no, specifically presen, in the exisfing 
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New claim 75 depends from claim 74, and is a method for moving an agent from 
the handling of inbound calls back to the handling of outbound calls if fewer agents are 
needed to handle the inbound calls, and then adjusting the rate at which the outbound 
calls are placed to compensate for the agent having been moved back to handle 
outbound calls instead of inbound calls. There are no existing claims which are 
specifically directed to adjusting the rate at which the outbound calls are placed to 
compensate for the agent having been moved from handling inbound calls to handle 
outbound calls. In particular, claim 75 requires, in addition to the particular steps 
enumerated above with respect to claim 74, the steps. (1) automatically determining 
whether fewer agents are needed for the inbound calls; (2) if fewer agents are needed 
for the mbound calls then automatically reassigning, from inbound calls to outbound 
calls, at least one agent of the agents assigned to inbound calls; and (3) automatically 
adjusting the rate of placement of the outbound calls in response to the at least one 
agent being reassigned from inbound calls to outbound calls. These steps are not 
specifically present in the existing claims. 

New claim 76 is a method for moving an agent from the handling of outbound 
calls to the handling of inbound calls if the inbound calls have been on hold for an 
excessive time, and then adjusting the rate at which the outbound calls are placed to 
compensate for the agent having been moved to handle inbound calls instead of 
outbound calls. There are no existing claims which are specifically directed to moving 
agents to handle inbound calls which have been on hold for an excessive time and 
adjusting the rate at which the outbound calls are placed to compensate for the agent 
hav,ng been moved to handle inbound calls instead of outbound calls. In particular claim 
76 requ,res, among other steps: (1) assigning some agents of a plurality of agents to 
outbound calls; (2) assigning other agents of the plurality of agents to inbound calls- (3) 
selectably connecting answered outbound calls to the agents assigned to outbound calls 
and .nbound calls to the agents assigned to inbound calls; (4) placing the non-selected 
•nbound calls on hold; (5) determining the on-hold time for the inbound calls on hold" (6) 
•f the on-hold time is excessive then automatically reassigning, from outbound calls to 
•nbound calls, at least one agent of the agents assigned to outbound calls; and (7) 
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automatically adjusting the rate of placement of the outbound calls in response to the at 
least one agent being reassigned from outbound calls to inbound calls. These steps are 
not specifically present in the existing claims. 

New claim 77 is a method for the handling of inbound calls based upon a 
measured parameter of outbound calls. There are no existing claims which are directed 
to the specific manner of handling of inbound calls based upon a measured parameter of 
outbound calls. In particular, claim 77 requires, among other steps: (1) automatically 
determining at least one of the average connection time for outbound calls or the hit rate 
for outbound calls; and (2) if that parameter is excessive then handling a next inbound 
call by allowing it to ring for a predetermined period before connecting it to an agent, or 
answering it and placing it on hold, or answering it and conducting an interactive 
session. These steps are not specifically present in the existing claims. 
New claim 78 is an apparatus for moving an agent from the handling of outbound calls to 
the handling of inbound calls if additional agents are needed to handle the inbound calls, 
and then adjusting the rate at which the outbound calls are placed to compensate for the 
agent having been moved to handle inbound calls instead of outbound calls. There are 
no existing claims which are specifically directed to moving agents to handle a greater 
need for inbound calls, and adjusting the rate at which the outbound calls are placed to 
compensate for the agent having been moved to handle inbound calls instead of 
outbound calls. In particular, claim 78 requires that the fifth means: (1 ) assign some 
agents of a plurality of agents to outbound calls; (2) assign other agents of the plurality of 
agents to inbound calls; (3) determine a rate of placement for the outbound calls in 
response to the agent work stations being assigned to outbound calls; (4) selectably 
connect answered outbound calls to the agents assigned to outbound calls and inbound 
calls to the agents assigned to inbound calls; and (5) automatically reassign, from 
outbound calls to inbound calls, at least one agent of the agents assigned to outbound 
calls if additional agents are needed for the inbound calls. This means element and the 
functions thereof are not specifically present in the existing claims. 

New claim 79 is an apparatus for moving an agent from the handling of outbound 
calls to the handling of inbound calls if the inbound calls have been on hold for an 
excessive time, and then adjusting the rate at which the outbound calls are placed to 
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compensate for the agent having been moved to handle inbound calls instead of 
outbound calls. There are no existing claims which are specifically directed to moving 
agents to handle inbound calls which have been on hold for an excessive time and 
adjusfng the rate at whic* the outbound calls are placed to compensate for the agent 
hav,ng been moved to handle inbound calls instead of outbound calls. In particular 
cla,m 79 requires that the fifth means to: (1) assign some agents of a plurality of agents 
to outbound calls; (2, assign other agents of the plurality of agents to inbound calls- (3) 
determme a rate of placement for the outbound calls in response to the agent work' 
stadons being assigned to outbound calls; (4) selectably connect answered outbound 
calls to the agents assigned to outbound calls and inbound calls to the agents assigned 
to inbound calls; (5) place the non-se.ec.ed inbound calls on hold; (6) determine the on- 
hold „me for the inbound calls on hold; and (7) automatically reassign, from outbound 
calls to inbound calls, at least one agent of the agents assigned to outbound calls if the 
on-hold t,me is excessive. This means element and the functions thereof are not 
specifically present in the existing claims. 

New claim 80 is an apparatus for the handling of inbound calls based upon a 
measured parameter of outbound calls. There are no existing claims which are directed 
to the specific manner of handling of inbound calls based upon a measured parameter of 
outbound calls. In particular, claim 80 requires the fifth means to: (1) automatically 
determine at leas, one of the average connection time for outbound calls or the hi. rate 
for outbound calls; and (2) if that parameter is excessive then handle a next inbound call 
by allowmg ft to ring for a predetermined period before connecting it to an agent or 
answer ,. and place it on hold, or answer it and conduct an interactive session This 
means element and the functions thereof are not specifically present in the existing 
claims. 

New claim 81 is an apparatus for moving an agent from the handling of outbound 
calls to the handling of inbound calls if additional agents are needed to handle the 
tnbound calls. There are no existing claims which are specifically directed to moving 
agents to handle a greater need for inbound calls, which have the specific element of an 
automatic call distributor (ACD) instead of a "switching means", which require the ACQ 
to place the outbound calls, and which have the specific element of a controller which- 
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(1) assigns some agent work stations of a plurality of agent work stations to outbound 
calls and assigns other agent work stations of the plurality to inbound calls; (2) 
determines a rate of placement for the outbound calls in response to the agent work 
stations being assigned to outbound calls; (3) causes the ACD to place outbound calls in 
response to the rate of placement; (4) responds to the ACD detecting inbound calls and 
responds to the detection means detecting answering of the outbound calls by 
controlling the connections performed by the ACD; (5) determines whether additional 
agent work stations are needed for the inbound calls; and (6) reassigns, from outbound 
calls to inbound calls, at least one agent work station of the agent work stations assigned 
to outbound calls if additional agent work stations are needed for the inbound calls. 
These two elements and the functions thereof are not specifically present in the existing 
claims. 

New claim 82 is an apparatus for moving an agent from the handling of outbound 
calls to the handling of inbound calls if additional agents are needed to handle the 
inbound calls. There are no existing claims which are specifically directed to moving 
agents to handle a greater need for inbound calls, which have the specific element of an 
automatic call distributor (ACD) instead of a "switching means", which require the ACD 
to place the outbound calls, which require the ACD to detect the answer of an outbound 
call, and which have the specific element of a controller which: (1) assigns some agent 
work stations of the plurality of agent work stations to outbound calls and assigns other 
agent work stations to inbound calls; (2) determines a rate of placement of the outbound 
calls in response to the agent work stations being assigned to the outbound calls; (3) 
causes the ACD to place an outbound call in response to the rate of placement; (4) 
responds to the ACD detecting the inbound calls and the answering of the outbound 
calls for controlling the connections made by the ACD; (5) determines whether additional 
agent work stations are needed for the inbound calls; and (6) reassigns, from outbound 
calls to inbound calls, at least one agent work station assigned to outbound calls if 
additional agent work stations are needed for the inbound calls. These two elements 
and the functions thereof are not specifically present in the existing claims. 

New claim 83 is an apparatus for moving an agent from the handling of outbound 
calls to the handling of inbound calls if additional agents are needed to handle the 
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inbound calls. There are no exisfing claims which are specifically directed to moving 
agents to handle a greater need for Inhound calls, which have the specific element otan 
automafic cal, distributor (ACD) instead of a "switching means", which require the ACD 
oplace the outbound calls, and which have the specific element of a controller which- 
(1 ass^ns some agent worK stations of (he plurality of agent wo* stations to outbound 
calls and assigns other agent wo* stations to inbound calls; (2, determines a rate of 
Placemen, of the outbound calls in response to the agentwo* stations being assigned 
to the outbound calls; (3) causes the ACD to place an outbound cal, in response to the 
rate of placemen,; (4) responds ,o a detection means detecting the answering ofan 
outbound ca„ by causing the ACD to connect the answered outbound oall ,o an agen, 
work s.a.,on assigned to outbound calls; (5) detemtines whether additional agen. work 
stafions are needed for the inbound calls; and (6, reassigns, from outbound calls to 
.abound calls, at least one agen. wo* station assigned to outbound calls if additional 
agen. work stafions are needed for the inbound calls. These two elements and the 
functions thereof are not specifically present in the existing claims. 

New claim 84 is an apparatus for moving an agent from the handling of outbound 
calls to the handling of inbound calls if addifional agents are needed to handle the 
■nbound calls. There are no existing claims which are specifically directed to moving 
agents to handle a greater need for inbound calls, which have the specific element of an 
automatic cal, distributor (ACD) instead of a "switching means", which require the ACD 
to place the outbound calls, which require fine ACD to detect the answer ofan outbound 
call, and which have the specific element of a controller which; (1) assigns some agent 
wo* stations of fine plurality of agen, wo* stafions to outbound calls and assigns other 
agent wo* stafions ,o inbound calls; (2) determines a rate of placemen, of the outoound 
calls ,n response to ,he agent wo* stations being assigned to the outbound calls (3) 
causes the ACD to place an outbound call in response to the rate o, placemen.- (4) 
responds ,o the ACD detecting the answering of me ou,bound calls by causing ihe ACD 
to connecthe answered outbound call to an agen, wo* station assigned ,o outbound 
ca s; (5) detennines whether additional agen, wo* stations are needed for the inbound 
calls; and (6) reassigns, from outbound calls ,o inbound calls, a, leas, one agen, wo* 
stafion assigned ,o outbound calls i, additional agen, wo* stafions are needed for ,he 
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inbound calls. These (wo elements and the functions thereof are not specifically present 
in the existing claims. 

New claim 85 is an apparatus for the handling of inbound calls based upon a 
measured parameter of outbound calls. There are no existing claims which are directed 
to the specific manner of handling of inbound calls based upon a measured parameter of 
outbound calls, which have the specific element of an automatic call distributor (ACD) 
.ns.ead of a "switching means", which require the ACD to place the outbound calls and 
wh,ch have the specific element of a controller which: (1) assigns some agent work 
stations of a plurality of agentwork stations to outbound calls and assigning otherwork 
stations to inbound calls; (2) determines a rate of placemen, for the outbound calls in 
response to the agent work stations being assigned to outbound calls; (3) causes the 
ACD to place outbound calls in response to the rate of placemen,; (4) responds to the 
ACD detecting inbound calls and the answering of outbound calls for controlling the 
connections made by the ACD; (5) determines an average connection time for the 
outbound calls or a hit rate for the outbound calls; and (6) ifthe determined value is 
excess,ve allows a next inbound call to ring for a predetermined period before 
connecting it to an agent work station, answers a next inbound oali and placing it on 
hold, or answers a next inbound call and conducts an interactive session. These two 
elements and the functions thereof are not specifically present in the existing claims 
New cla,m 86 is an apparatus for the handling of inbound calls based upon a 
measured parameter of outbound calls. There are no existing claims which are directed 
to the specific manner of handling of inbound calls based upon a measured parameter of 
outbound calls, which have the specific element of an automatic call distributor (ACD) 
instead of a "switching means", which require the ACD to place the outbound calls 
whtch require the ACD to detect the answer of an outbound call, and which have the 
■pec* element of a controller which: (1) assigns some agent work stations of a plurality 
of agent wo* stations to outbound calls and assigning other work stations to inbound 
calls; (2) determines.a rate of placement for the outbound calls in response to the agent 
work stations being assigned to outbound calls; (3) causes the ACD to place outbound 
calls „ response to the rate of placement; (4) responds to the ACD detecting inbound 
calls and the answering of outbound calls for controlling the connections made by the 
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ACD; (5) determines an average connection time for the outbound calls or a hi. rate for 
the outbound catts; and ,6, if the determined value is excessive allows a next inbound 
call to nng for a predetermined period before connecting it «o an agent work station 
answers a next inbound calt and pbcing i, on hold, or answer a next inbound call and 
conducts an interactive session. These two elements and the Actions thereof are no. 
specifically present in the existing claims. 

New claim 87 is an apparatus for moving an agentfrom the handling of outbound 
calls to the handling of inbound calls if additional agents are needed to handle the 
.abound cans. There are no existing Cairns which are specifically directed to moving 
agents to handle a greater need for inbound oa„s. which have the specific e,emen, of an 
automatic cat! distributor (ACD) instead of a "switching means", and which have the 
specific e,emen, o, a controller which: („ assigns some agent wod< stations of a plurality 
of agen, wo* stations to outbound calls and assigning other agen, wo* stations to 
■nbound calls; ,2) de.en.ines a rate of placemen, for the outbound calls in response to 
agen, wo* stations being assigned to outbound calls; (3) causes the dia,ing means to 
p,ace outbound calls in response to the rate of placement; (4) responds to the detection 
means detecting the answering of outbound calls by causing the ACD to connect an 
answered outbound call to an agen, work station assigned ,o outbound calls (5, 
determines whether additional agen, wo* stations are needed for the inbound calls and 
(6) reassigns, from outbound calls to inbound calls, an agen, wo* station if additional 
agent work stations are needed for the inbound calls. These two elements and the 
funcfions thereof are not specifically present in the existing claims. 

New claim 88 is an apparatus for the handling of inbound calls based upon a 
measured parameter of outbound calls. There are no existing claims which are directed 
to he specific manner of handing of inbound cails based upon a measured parameter of 
outoound calls, which have the specific element of an automatic call distributor (ACD) 
instead of a "switching means", and which have the specific element of a controller 
wh,ch: (1, assigns some agentwork stafions of a plurality of agen.work stations to 
ou, ound cans and assigning other work stafions to inbound calls; (2) defines a ra ,e 
of placemen, for the outbound calls in response to the agen, work stations being 
ass,gned to outbound calls; (3, causes a dialing means to place outbound calls in 
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response to the rate of placement; (4) responds to a detection means detecting the 
answering of outbound calis by causing the ACD to connect the answered outbound call 
to an agent work station assigned to outbound calls; (5) determines an average 
connection time for the outbound calls or a hit rate for the outbound calls; and (6) if the 
determ.ned value is excessive allows a next inbound call to ring for a predetermined 
period before connecting it to an agent work station, answers a next inbound call and 
Placng it on hold, or answers a next inbound call and conducts an interactive session 
These two elements and the functions thereof are not specifically present in the existing 
claims. 

New claim 93 is a method for managing communications. There are no existing 
c.a,ms that are directed to the specific manner of adjusting the processing of the inbound 
calls based upon statistics of outbound calls. Claim 93 requires the steps of (1) 
processing inbound calls, (2) processing outbound calls, (3) obtaining a statistic on the 
outbound calls, and (4) adjusting the processing of the inbound calls based upon the 
stafistics. These elements and the functions thereof are not specifically present in the 
existing claims. 

New claim 96 is a method for managing communications. There are no existing 
cla,ms that are directed to the specific manner of adjusting (he processing of the 
outbound calls based upon statistics of inbound calls. Claim 93 requires the steps of (1) 
processing inbound calls, (2) processing outbound calls, (3) obtaining a statistic on the 
inbound calls, and (4) adjusting the processing of the outbound calls based upon the 
stabste. These elements and the functions thereof are not specifically present in the 
existing claims 

New claim 99 is a method for managing communications. There are no existing 
cla,ms that are directed to the specific manner of adjusting the processing of the 
outbound calls based upon statistics of inbound calls. Claim 93 requires the steps of (1) 
proving for the processing inbound calls, (2) providing for the processing outbound 
calls, (3) obtaining a statistic on the inbound calls, and (4) providing for adjusting the 
processmg of the outbound calls based upon the statistics. These elements and the 
funct.ons thereof are not specifically present in the existing claims 

I hereby declare that all statements made herein of my own knowledge are true 
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and (hat all statements made on information and belief are believed to be true- and 
further tha, these statement were made with the knowledge tha, « fa , se statements 
and h ft. so made are punishable by fine or imprisonment, or bo*, under Seotion 
1001 of T,e 18 of , he United Sfa.es Code, and tha, such v« false statemenfs may 
jeopards the validity of the apportion or any patents issuing thereon 
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93. (Previously Presented) A method for managing 
communications, comprising: 

processing inbound calls; 

processing outbound calls; 

obtaining a statistic on said outbound calls; and 
adjusting said processing of said inbound calls based upon 
said statistic. 



94. (Previously Presented) The method of claim 93, 

wherein said step of processing inbound calls comprises 
connecting said inbound calls to agents; and said step of 
adjusting said processing comprises reducing the number of said 
inbound calls which are connected to said agents if said 
statistic exceeds a predetermined value. 

95. (Previously Presented) The method of claim 93, wherein 
said step of processing inbound calls comprises connecting said 
inbound calls to agents; said step of obtaining a statistic on 
said outbound calls comprises obtaining information on the 
duration of said outbound calls, and said step of adjusting said 
processing comprises reducing the number of said inbound calls 
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which are connected to said agents if said duration exceeds a 
predetermined value. 

96. (Previously Presented) A method for managing 
communications, comprising: 

processing inbound calls; 

processing outbound calls; 

obtaining a statistic on said inbound calls; and 
adjusting said processing of said outbound calls based upon 
said statistic. 

97. (Previously Presented) The method of claim 96 wherein 
said step of processing outbound calls comprises initiating said 
outbound calls, and said step of adjusting comprises reducing 
the number of said outbound calls which are initiated if said 
statistic exceeds a predetermined value. 

98. (Previously Presented) The method of claim 96 wherein 
said step of processing outbound calls comprises initiating said 
outbound calls, said step of obtaining a statistic on said 
inbound calls comprises obtaining information on the duration of 
said inbound calls, and said step of adjusting said processing 
comprises reducing the number of said outbound calls which are 
initiated if said duration exceeds a predetermined value. 
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99. A method for managing communications, comprising: 
providing for the processing inbound calls; 
providing for the processing outbound calls; 
obtaining a statistic on said inbound calls; and 
providing for adjusting said processing of said outbound 
calls based upon said statistic. 

100. (Previously Presented) The method of claim 99 wherein 
said step of providing for the processing outbound calls 
comprises initiating said outbound calls, and said step of 
providing for adjusting said processing comprises reducing the 
number of said outbound calls which are initiated if said 
statistic exceeds a predetermined value. 

101. (Previously Presented) The method of claim 99 wherein 
said step of providing for the processing of outbound calls 
comprises initiating said outbound calls, said step of obtaining 
a statistic comprises obtaining information on the duration of 
said inbound calls, and said step of providing for adjusting 
said processing comprises reducing the number of said outbound 
calls which are initiated if said duration exceeds a 
predetermined value. 
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Aleksander Szlam, James W. Crooks, Jr., 
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Filed: November 10, 1999 

For: METHOD AND APPARATUS FOR 
DYNAMIC AND INTERDEPENDENT 
PROCESSING OF INBOUND CALLS 
AND OUTBOUND CALLS 

DECLARATION 

Commissioner for Patents 
PO Box 1450 

Alexandria, VA 2231 3-1450 
Sir 

As an above-named inventor, We, Aleksander Szlam, Dean H. Harris and James 
W. Crooks, Jr., hereby each declare that: 

My residence, post office address, and citizenship are as stated below. I 
believe that I am an original, first and joint inventor of the subject matter which is 
described and claimed in Letters Patent number 5,214,688 issued on May 25, 1993, 
and in the foregoing specification, and for which invention have hereby applied for a 
reissue patent, Serial No. 09/437,414, filed November 10, 1999. 

I hereby state that I have reviewed and understand the contents of the above- 
identified specification, including the claims sought by this reissue application. 

/ understand that I have a duty of candor and good faith toward the Patent and 
Trademark Office, and I acknowledge the duty to disclose information which is material 
to the examination of this reissue application in accordance with Title 37, Code of 
Federal Regulations., §1.56. 

I believe the original patent to be partly or wholly inoperative because of error that 
arose without any deceptive intention on my part by reason of claiming less than I had a 
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right to claim. I further declare that all errors corrected by this reissue application arose 
without deceptive intention on my part. None of the existing claims of the patent are 
specifically directed to those aspects of my invention involving controlling the placement 
of outbound calls in response to specific inbound call parameters, controlling the 
processing of inbound calls in response to specific outbound call parameters, shifting of 
agents to accommodate the needs of inbound calls or outbound calls, whichever is 
deemed more important, the handling of outbound calls specifically based on the 
number of incoming calls which are on hold, the handling of inbound calls specifically 
based upon a measured parameter of outbound calls, or the specific use of an automatic 
call distributor (ACD) therefor. I believe that I am entitled to the claims to those aspects 
of my invention of the scope set forth in newly submitted Claims 74-101. 

The error in failing to claim all that I was entitled to claim arose through a belief 
that the originally-issued claims adequately covered my invention. I still believe that the 
originally issued claims cover my invention but possible deficiencies in the claims of this 
patent came to my attention as a result of licensing negotiations with a competitor of the 
assignee. 

These licensing negotiations began on July 22, 1993 by offer of a license to said 
competitor. A meeting was held with said competitor on April 7, 1 994. Letters were 
exchanged between the attorney for the assignee and the attorney for the competitor 
before and after that meeting but the need for and terms of a license were not agreed to, 
and negotiations were terminated in March 1995, with the competitor still refusing to take 
a license and claiming that the competitor's product was not covered by the claims. I 
was not part of the licensing negotiations but these possible deficiencies were brought to 
my attention by the assignee. 

Existing claim 1 is for a method for adjusting the rate of placement of outbound 
telephone calls in response to statistics on both inbound calls and outbound calls. 
Existing claim 20 is for a method for responding to an inbound call based upon statistics 
on outbound calls. Existing claim 32 is for a method for placing an outbound call in 
response to the statistics for an agent for the agent's handling of inbound calls and the 
agent's handling of outbound calls, and in response to whether that agent is currently on 
an inbound call or an outbound call. Existing claims 48, 55 and 59 are for an apparatus 
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that adjusts the rate of placement of outbound telephone calls in response to statistics 
on both inbound calls and outbound calls. Existing claim 67 is for a method for allocating 
trunk lines between inbound calls and outbound calls in response to statistics on one of 
those types of calls. Existing claim 73 is for an apparatus that allocates trunk lines 
between inbound calls and outbound calls in response to statistics on one of those types 
of calls. Although it is believed that the existing claims should cover practical 
implementations of the invention, the existing claims, as described above, do not 
specifically address controlling the placement of outbound calls in response to specific 
inbound call parameters, controlling the processing of inbound calls in response to 
specific outbound call parameters, the shifting of agents to accommodate the needs of 
inbound calls or outbound calls, whichever is deemed more important, the handling of 
outbound calls specifically based on the number of incoming calls which are on hold, the 
handling of inbound calls specifically based upon a measured parameter of outbound 
calls, or the specific use of an automatic call distributor (ACD) therefor. 

New claim 74 is a method for moving an agent from the handling of outbound 
calls to the handling of inbound calls if additional agents are needed to handle the 
inbound calls, and then adjusting the rate at which the outbound calls are placed to 
compensate for the agent having been moved to handle inbound calls instead of 
outbound calls. There are no existing claims which are specifically directed to moving 
agents to handle a greater need for inbound calls, and adjusting the rate at which the 
outbound calls are placed to compensate for the agent having been moved to handle 
inbound calls instead of outbound calls. In particular, claim 74 requires, among other 
steps: (1) assigning some agents of a plurality of agents to outbound calls; (2) assigning 
other agents of the plurality of agents to inboi^nji f calls; (3) selectably connecting 
answered outbound calls to the agents assigned to outbound calls and inbound calls to 
the agents assigned to inbound calls; (4) if additional agents are needed for the inbound 
calls then automatically reassigning, from outbound calls to inbound calls, at least one 
agent of the agents assigned to outbound calls; and (5) automatically adjusting the rate 
of placement of the outbound calls in response to the agent being reassigned from 
outbound calls to inbound calls. These steps are not specifically present in the existing 
claims. 
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New claim 75 depends from claim 74, and is a method for moving an agent from 
the handling of inbound calls back to the handling of outbound calls if fewer agents are 
needed to handle the inbound calls, and then adjusting the rate at which the outbound 
calls are placed to compensate for the agent having been moved back to handle 
outbound calls instead of inbound calls. There are no existing claims which are 
specifically directed to adjusting the rate at which the outbound calls are placed to 
compensate for the agent having been moved from handling inbound calls to handle 
outbound calls. In particular, claim 75 requires, in addition to the particular steps 
enumerated above with respect to claim 74, the steps: (1) automatically determining 
whether fewer agents are needed for the inbound calls; (2) if fewer agents are needed 
for the inbound calls then automatically reassigning, from inbound calls to outbound 
calls, at least one agent of the agents assigned to inbound calls; and (3) automatically 
adjusting the rate of placement of the outbound calls in response to the at least one 
agent being reassigned from inbound calls to outbound calls. These steps are not 
specifically present in the existing claims. 

New claim 76 is a method for moving an agent from the handling of outbound 
calls to the handling of inbound calls if the inbound calls have been on hold for an 
excessive time, and then adjusting the rate at which the outbound calls are placed to 
compensate for the agent having been moved to handle inbound calls instead of 
outbound calls. There are no existing claims which are specifically directed to moving 
agents to handle inbound calls which have been on hold for an excessive time, and 
adjusting the rate at which the outbound calls are placed to compensate for the agent 
having been moved to handle inbound calls instead of outbound calls. In particular, claim 
76 requires, among other steps: (1) assigning some agents of a plurality of agents to 
outbound calls; (2) assigning other agents of the plurality of agents to inbound calls; (3) 
selectably connecting answered outbound calls to the agents assigned to outbound calls 
and inbound calls to the agents assigned to inbound calls; (4) placing the non-selected 
inbound calls on hold; (5) determining the on-hold time for the inbound calls on hold; (6) 
if the on-hold time is excessive then automatically reassigning, from outbound calls to 
inbound calls, at least one agent of the agents assigned to outbound calls; and (7) 
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automatically adjusting the rate of placement of the outbound calls in response to the at 
least one agent being reassigned from outbound calls to inbound calls. These steps are 
not specifically present in the existing claims. 

New claim 77 is a method for the handling of inbound calls based upon a 
measured parameter of outbound calls. There are no existing claims which are directed 
to the specific manner of handling of inbound calls based upon a measured parameter of 
outbound calls. In particular, claim 77 requires, among other steps: (1) automatically 
determining at least one of the average connection time for outbound calls or the hit rate 
for outbound calls; and (2) if that parameter is excessive then handling a next inbound 
call by allowing it to ring for a predetermined period before connecting it to an agent, or 
answering it and placing it on hold, or answering it and conducting an interactive 
session. These steps are not specifically present in the existing claims. 
New claim 78 is an apparatus for moving an agent from the handling of outbound calls to 
the handling of inbound calls if additional agents are needed to handle the inbound calls, 
and then adjusting the rate at which the outbound calls are placed to compensate for the 
agent having been moved to handle inbound calls instead of outbound calls. There are 
no existing claims which are specifically directed to moving agents to handle a greater 
need for inbound calls, and adjusting the rate at which the outbound calls are placed to 
compensate for the agent having been moved to handle inbound calls instead of 
outbound calls. In particular, claim 78 requires that the fifth means: (1) assign some 
agents of a plurality of agents to outbound calls; (2) assign other agents of the plurality of 
agents to inbound calls; (3) determine a rate of placement for the outbound calls in 
response to the agent work stations being assigned to outbound calls; (4) selectably 
connect answered outbound calls to the agents assigned to outbound calls and inbound 
calls to the agents assigned to inbound calls; and (5) automatically reassign, from 
outbound calls to inbound calls, at least one agent of the agents assigned to outbound 
calls if additional agents are needed for the inbound calls. This means element and the 
functions thereof are not specifically present in the existing claims. 

New claim 79 is an apparatus for moving an agent from the handling of outbound 
calls to the handling of inbound calls if the inbound calls have been on hold for an 
excessive time, and then adjusting the rate at which the outbound calls are placed to 
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compensate for the agent having been moved to handle inbound calls instead of 
outbound calls. There are no existing claims which are specifically directed to moving 
agents to handle inbound calls which have been on hold for an excessive time, and 
adjusting the rate at which the outbound calls are placed to compensate for the agent 
having been moved to handle inbound calls instead of outbound calls. In particular, 
claim 79 requires that the fifth means to: (1 ) assign some agents of a plurality of agents 
to outbound calls; (2) assign other agents of the plurality of agents to inbound calls; (3) 
determine a rate of placement for the outbound calls in response to the agent work 
stations being assigned to outbound calls; (4) selectably connect answered outbound 
calls to the agents assigned to outbound calls and inbound calls to the agents assigned 
to inbound calls; (5) place the non-selected inbound calls on hold; (6) determine the on- 
hold time for the inbound calls on hold; and (7) automatically reassign, from outbound 
calls to inbound calls, at least one agent of the agents assigned to outbound calls if the 
on-hold time is excessive. This means element and the functions thereof are not 
specifically present in the existing claims. 

New claim 80 is an apparatus for the handling of inbound calls based upon a 
measured parameter of outbound calls. There are no existing claims which are directed 
to the specific manner of handling of inbound calls based upon a measured parameter of 
outbound calls. In particular, claim 80 requires the fifth means to: (1) automatically 
determine at least one of the average connection time for outbound calls or the hit rate 
for outbound calls; and (2) if that parameter is excessive then handle a next inbound call 
by allowing it to ring for a predetermined period before connecting it to an agent, or 
answer it and place it on hold, or answer it and conduct an interactive session. This 
means element and the functions thereof are not specifically present in the existing 
claims. 

New claim 81 is an apparatus for moving an agent from the handling of outbound 
calls to the handling of inbound calls if additional agents are needed to handle the 
inbound calls. There are no existing claims which are specifically directed to moving 
agents to handle a greater need for inbound calls, which have the specific element of an 
automatic call distributor (ACD) instead of a "switching means", which require the ACD 
to place the outbound calls, and which have the specific element of a controller which: 
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(1 ) assigns some agent work stations of a plurality of agent work stations to outbound 
calls and assigns other agent work stations of the plurality to inbound calls; (2) 
determines a rate of placement for the outbound calls in response to the agent work 
stations being assigned to outbound calls; (3) causes the ACD to place outbound calls in 
response to the rate of placement; (4) responds to the ACD detecting inbound calls and 
responds to the detection means detecting answering of the outbound calls by 
controlling the connections performed by the ACD; (5) determines whether additional 
agent work stations are needed for the inbound calls; and (6) reassigns, from outbound 
calls to inbound calls, at least one agent work station of the agent work stations assigned 
to outbound calls if additional agent work stations are needed for the inbound calls. 
These two elements and the functions thereof are not specifically present in the existing 
claims. 

New claim 82 is an apparatus for moving an agent from the handling of outbound 
calls to the handling of inbound calls if additional agents are needed to handle the 
inbound calls. There are no existing claims which are specifically directed to moving 
agents to handle a greater need for inbound calls, which have the specific element of an 
automatic call distributor (ACD) instead of a "switching means", which require the ACD 
to place the outbound calls, which require the ACD to detect the answer of an outbound 
call, and which have the specific element of a controller which: (1) assigns some agent 
work stations of the plurality of agent work stations to outbound calls and assigns other 
agent work stations to inbound calls; (2) determines a rate of placement of the outbound 
calls in response to the agent work stations being assigned to the outbound calls; (3) 
causes the ACD to place an outbound call in response to the rate of placement; (4) 
responds to the ACD detecting the inbound calls and the answering of the outbound 
calls for controlling the connections made by the ACD; (5) determines whether additional 
agent work stations are needed for the inbound calls; and (6) reassigns, from outbound 
calls to inbound calls, at least one agent work station assigned to outbound calls if 
additional agent work stations are needed for the inbound calls. These two elements 
and the functions thereof are not specifically present in the existing claims. 

New claim 83 is an apparatus for moving an agent from the handling of outbound 
calls to the handling of inbound calls if additional agents are needed to handle the 
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inbound calls. There are no existing claims which are specifically directed to moving 
agents to handle a greater need for inbound calls, which have the specific element of an 
automatic call distributor (ACD) instead of a "switching means", which require the ACD 
to place the outbound calls, and which have the specific element of a controller which: 
(1 ) assigns some agent work stations of the plurality of agent work stations to outbound 
calls and assigns other agent work stations to inbound calls; (2) determines a rate of 
placement of the outbound calls in response to the agent work stations being assigned 
to the outbound calls; (3) causes the ACD to place an outbound call in response to the 
rate of placement; (4) responds to a detection means detecting the answering of an 
outbound call by causing the ACD to connect the answered outbound call to an agent 
work station assigned to outbound calls; (5) determines whether additional agent work 
stations are needed for the inbound calls; and (6) reassigns, from outbound calls to 
inbound calls, at least one agent work station assigned to outbound calls if additional 
agent work stations are needed for the inbound calls. These two elements and the 
functions thereof are not specifically present in the existing claims. 

New claim 84 is an apparatus for moving an agent from the handling of outbound 
calls to the handling of inbound calls if additional agents are needed to handle the 
inbound calls. There are no existing claims which are specifically directed to moving 
agents to handle a greater need for inbound calls, which have the specific element of an 
automatic call distributor (ACD) instead of a "switching means", which require the ACD 
to place the outbound calls, which require the ACD to detect the answer of an outbound 
call, and which have the specific element of a controller which: (1) assigns some agent 
work stations of the plurality of agent work stations to outbound calls and assigns other 
agent work stations to inbound calls; (2) determines a rate of placement of the outbound 
calls in response to the agent work stations being assigned to the outbound calls; (3) 
causes the ACD to place an outbound call in response to the rate of placement; (4) 
responds to the ACD detecting the answering of the outbound calls by causing the ACD 
to connect the answered outbound call to an agent work station assigned to outbound 
calls; (5) detennines whether additional agent work stations are needed for the inbound 
calls; and (6) reassigns, from outbound calls to inbound calls, at least one agent work 
station assigned to outbound calls if additional agent work stations are needed for the 
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inbound calls. These two elements and the functions thereof are not specifically present 
in the existing claims. 

New claim 85 is an apparatus for the handling of inbound calls based upon a 
measured parameter of outbound calls. There are no existing claims which are directed 
to the specific manner of handling of inbound calls based upon a measured parameter of 
outbound calls, which have the specific element of an automatic call distributor (ACD) 
instead of a "switching means", which require the ACD to place the outbound calls, and 
which have the specific element of a controller which: (1) assigns some agent work 
stations of a plurality of agent work stations to outbound calls and assigning other work 
stations to inbound calls; (2) determines a rate of placement for the outbound calls in 
response to the agent work stations being assigned to outbound calls; (3) causes the 
ACD to place outbound calls in response to the rate of placement; (4) responds to the 
ACD detecting inbound calls and the answering of outbound calls for controlling the 
connections made by the ACD; (5) determines an average connection time for the 
outbound calls or a hit rate for the outbound calls; and (6) if the determined value is 
excessive allows a next inbound call to ring for a predetermined period before 
connecting it to an agent work station, answers a next inbound cali and placing it on 
hold, or answers a next inbound call and conducts an interactive session. These two 
elements and the functions thereof are not specifically present in the existing claims. 

New claim 86 is an apparatus for the handling of inbound calls based upon a 
measured parameter of outbound calls. There are no existing claims which are directed 
to the specific manner of handling of inbound calls based upon a measured parameter of 
outbound calls, which have the specific element of an automatic call distributor (ACD) 
instead of a "switching means", which require the ACD to place the outbound calls, 
which require the ACD to detect the answer of an outbound call, and which have the 
specific element of a controller which: (1 ) assigns some agent work stations of a plurality 
of agent work stations to outbound calls and assigning other work stations to inbound 
calls; (2) determines a rate of placement for the outbound calls in response to the agent 
work stations being assigned to outbound calls; (3) causes the ACD to place outbound 
calls in response to the rate of placement; (4) responds to the ACD detecting inbound 
calls and the answering of outbound calls for controlling the connections made by the 
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re < ACD; (5) determines an average connection time for the outbound calls or a hit rate for 

an the outbound calls; and (6) if the determined value is excessive allows a next inbound 

to call to ring for a predetermined period before connecting it to an agent work station, 

co answers a next inbound call and placing it on hold, or answers a next inbound call and 

de conducts an interactive session. These two elements and the functions thereof are not 

pe specifically present in the existing claims. 

pU New claim 87 is an apparatus for moving an agent from the handling of outbound 

Tij calls to the handling of inbound calls if additional agents are needed to handle the 

c |{ inbound calls. There are no existing claims which are specifically directed to moving 



agents to handle a greater need for inbound calls, which have the specific element of an 
c|j automatic call distributor (ACD) instead of a "switching means", and which have the 

ca specific element of a controller which: (1 ) assigns some agent work stations of a plurality 

pi of agent work stations to outbound calls and assigning other agent work stations to 

oi inbound calls; (2) determines a rate of placement for the outbound calls in response to 

st a g en t work stations being assigned to outbound calls; (3) causes the dialing means to 



place outbound calls in response to the rate of placement; (4) responds to the detection 

means detecting the answering of outbound calls by causing the ACD to connect an 
cl; answered outbound call to an agent work station assigned to outbound calls; (5) 

oi determines whether additional agent work stations are needed for the inbound calls; and 

pi (6) reassigns, from outbound calls to inbound calls, an agent work station if additional 

j n agent work stations are needed for the inbound calls. These two elements and the 

st functions thereof are not specifically present in the existing claims, 

e: New claim 88 is an apparatus for the handling of inbound calls based upon a 

measured parameter of outbound calls. There are no existing claims which are directed 
cl to the specific manner of handling of inbound calls based upon a measured parameter of 

oi outbound calls, which have the specific element of an automatic call distributor (ACD) 

pi instead of a "switching means", and which have the specific element of a controller 

cj which: (1 ) assigns some agent work stations of a plurality of agent work stations to 

pi outbound calls and assigning other work stations to inbound calls; (2) determines a rate 

ft, of placement for the outbound calls in response to the agent work stations being 

assigned to outbound calls; (3) causes a dialing means to piace outbound calls in 
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